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户关系管理( Customer Relationship Management，CRM)的要求。CRM 的优势就
在于吸引维系高价值的客户。CRM 是一种以用户为核心的企业管理策略，将这
一策略代入企业的日常经营活动，能够高效处理企业与客户之间所有的联系。

































Nowadays, with the rapid development of the Internet technology, economic 
development has moved into the era of the Internet economy. On this situation, all 
enterprises should think deeply that how to catch up with the tide of the Internet 
reform. Internet economy, a new era with the customer as the core, requires the 
enterprise to meet the demand of the CRM (Customer Relationship Management，
CRM), which has the competitive advantage of attracting and maintaining high value 
customers.CRM system is a management strategy for enterprises. With the customer 
as the core, it brings the managerial thinking into an enterprise’s daily business 
operation, and maintain all the connection between the enterprise and the customer 
effectively. In CRM system, the customer plays a crucial role throughout customer’s 
entire lifecycle, which reflects its purpose: customer oriented. 
China Telecom’s strategy goal of the informatization is to implement the business 
transformation and customer oriented innovation. CRM system will implement 
information construction as China Telecom’s core competence by realizing the 
integration of the enterprise’s informatization and business operating mode, which in 
turn will strongly support the enterprise’s vision.Based on the sales section of China 
Telecom and author’s knowledge of the software engineering, this paper elaborates 
the development and realization progress of China Telecom’s CRM system. Firstly, 
both the background knowledge and the developing status of the CRM system are 
introduced. In the second part, it illustrates the object-oriented software engineering 
and its major developing method in detail. Thirdly, according to the survey of China 
Telecom’s internal demand, the author designs, develops and deploys the 
object-oriented CRM system, with three-tier architecture, by analyzing both 
functional and non-functional requirement. 
This CRM system is designed and developed with Microsoft Visual Studio 
and .NET 2005 as the platform and SQL Server2000 as the database. The system 
deploys modules of user configuration, client management, distribution management, 
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system is operating in a good status, which contributes to the improvement of China 
Telecom’s sales level and management efficiency. 
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新的的要求，客户关系管理(Customer Relationship Management, CRM)应运而生。
CRM 的优势就在于吸引维系高价值的客户。  
1.2 研究现状 
CRM（Customer Relationship Management, CRM）即客户关系管理系统。这
一概念在 1980 年提出，在这 40 多年的历程中，随着不断的理论研究和系统开发，



























和粘性。CRM 将“以客户为中心”贯穿于整个客户生命期，这也体现了 CRM 系
统是把客户视为企业运作的核心[2]。 
CRM 的理念来自于美国的 Garnet 集团，它的理念是：协助公司用户对其管
理出谋划策，给予在面对客户时更加成熟的沟通技巧，提升公司利润和客户感知，
实现双赢[3]。 
上世纪 80 年代初，CRM 的最早形态被称作 “接触管理 ”（Contact 
Management），它的作用是将公司得到客户的资料进行分类汇总；1990 年后，销
售能力自动化系统（Sales Force Automation, SFA）以及客户服务和支持系统
(Customer Service and Support, CSS)先后成为客户关系管理系统，然后演变为呼
叫中心（Contact Center, CC）这一集合了销售和服务等用途的系统；1996-2000




在三大运营商对 4G 无线通讯网络的积极建设，更让 CRM 从固定办公的模式转
向无线办公的模式打下坚实的阶梯。移动 CRM，就是借助 4G 高速移动网络，
将 CRM 从原来的电脑端带入到手机端应用上，两者对比，手机有着无比的优越







































































门广泛认同的 CRM 系统产品也有急迫的需求。 
3、CRM 系统提供商很多，但能够提供给我国中小企业性价比高的 CRM 系
统却寥寥无几。 
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